
The IT leader’s guide to 
enabling speedy customer 
service in software & 
internet companies



It’s tough being an IT leader in the 
Software & Internet industry..
Thriving in an industry as fast-paced and competitive as Software & Internet (S&I)  is 
challenging. Customers are savvy, know what they want and rarely settle for anything 
less. They expect the same level of service as they get from direct-to-consumer brands 
but for infinitely more complex and unique queries. This means that winning them over 
and retaining them takes constant innovation. 

As an IT leader, innovation is your domain. In fact, your IT organization is more central to 
growth and customer experience in Software & Internet than in any other industry. From 
championing innovation internally to being the liaison for your customer accounts, you 
need to be more externally aligned than your counterparts from other industries. 

Now more than ever, customer service has proven to be a critical competitive 
differentiator, on par with great products. And again, the onus is on you, the IT leader, to 
ensure that customer service is seamlessly embedded into the product experience. 

We at Freshworks recently researched 1.07 million customer service interactions 
which had some interesting data to report. The uncertainty of recent times has 
driven up customer anxiety, which has catapulted the speed of service to the top 
of the customers’ demands. Limited by budgets and headcount, customer service 
teams are relying on you to help them fill these gaps with the right technology and 
#CutTheWait for customers. 

If you’re wondering where to start, this resource details four steps that will put you on 
the right path. 
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 → Encourage self-service actively as your most common queries are likely to be from 
new customers or users trying to navigate your product. Establish a comprehensive 
knowledge base and an intelligent AI-powered chatbot to spare your customer 
service teams the pressure of large volumes of repeat questions. More importantly, 
this will ensure that your customers get rapid solutions.

 → Select software that works out of the box and is easily customizable so that your 
service teams can focus efforts on building self-service resources and not tool 
maintenance. Our intuitive helpdesk software Freshdesk allows your service team 
to build a self-service portal that matches your brand language without any need to 
code.

 → Choose a tool that allows you to make self-service easy to find and access wherever 
your customers are likely to look for it  -  within your product, on your website, app, 
or even messengers like Apple Business Chat, Facebook Messenger and Whatsapp. 
Faster access to resources = speedier resolutions. 

 → Guide customers to FAQs right within your product for simple questions. Freshdesk, 
for example, lets you set up an FAQ chat widget for seamless in-product support 
without needing to disrupt your customer’s journey by directing them elsewhere. 

 → Ensure that your tool can set up effective handovers to live agents if self-service 
hasn’t solved the problem.

Pro-tip: Online communities are an often-ignored channel for great self-service 
potential. Help your service team set up and maintain a thriving one without constantly 
relying on your team. Freshdesk allows your service teams to set up unique forums for 
each product to let customers ask questions, post tips, and even answer each other’s 
questions. 

Leverage self-service for more 
efficient teams and budgets 1

According to Forrester, 70% of customers prefer a company’s self-
service resources over other high-touch service channels. That works out 
great for your service agents.

3ArchITects of customer delight

https://freshdesk.com/1


 → Your service teams may not always have the answers for customer queries and might 
need to consult their colleagues from other teams like product or finance. Enable 
customer service to collaborate seamlessly with other teams from within the agent 
desktop without making them switch systems. 

 → Stay remote-ready by selecting a helpdesk that integrates with a team collaboration 
software. Remote or hybrid work environments are here to stay, making it critical to 
set up a unified communication channel between teams. Freshdesk, for example, 
integrates with popular tools like Slack and Microsoft Teams to allow your service 
team to seek help from colleagues in real-time without the hassle of switching 
between multiple tools. 

 → Invest in tools that help your service agents maintain visibility of tickets and see 
them to completion, even if it has been passed on to another team for a solution. 
Like in the case of a query related to a product bug being taken over by the product 
team. A tool like Freshdesk will allow you to establish efficient workflows by sharing 
tickets with different parties involved without compromising access. This will help 
you bring all hands on deck to tackle these queries faster. 

 → Allow complex tickets to be shared among the relevant teams as smaller tickets that 
can be worked in parallel to propel speedy resolutions. For example, onboarding 
a new user might need the involvement of the product, billing, and other teams 
simultaneously for a smooth welcome. 

Break down organizational silos 
and bring all hands on deck2

Customer service is everyone’s business, but collaboration across tools 
and functions can often lead to broken chains of communication. Here’s 
how you can bring teams on the same page.
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 → It is the prerequisite of a good case management platform to preserve context 
across multiple customer interactions, so pick a tool that covers the basics.

 → You need a tool that seamlessly integrates with other internal tools like your 
CRM or billing software via open APIs to unify customer context onto a single 
platform and in real-time. Freshdesk integrates with business applications like 
Jira, Salesforce, Stripe, and more to give agents all information they need, right 
from order information to product logs so they can solve queries with speed.

 → Make training effortless with agent-
assist bots that automatically guide 
agents on the next best action 
based on past interactions and ticket 
properties. Freshdesk’s bots can create 
conversational flows with a no-code 
builder to set up self-serve modules for 
your agents. This lets you set up guides 
with intelligent recommendations 
in every conversation to help solve 
complex customer issues faster.

Enable speedy resolutions by 
arming teams with complete 
customer context
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According to a Microsoft study, more than 75% of consumers expect 
customer service representatives to have visibility into previous 
interactions and purchases. Service agents need your help to access 
customer information instantly. 



 → Ensure that you have an effective case management platform to stay on top of the 
queries that make it past self-service. These are likely to be complex or unique, 
which means that their resolution will involve multiple contacts, agents, or teams. 

 → Find a tool that leads and service admins can easily configure in real-time or on the 
go based on your organization’s unique needs. This could mean setting up routing 
workflows based on skill, language or products, etc., or establishing escalation 
protocols. Freshdesk helps you provide service for all your products without having 
to maintain multiple helpdesks. This allows you to use a single dashboard to keep 
track of and respond to multiple mailboxes.

Pick a tool that can adapt to 
customer needs and scales with 
your growth
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Customer service needs to expand effortlessly as your business grows 
and product lines evolve, regardless of upheavals in the market. Here’s 
how the right tool can help.

Pro-tip: Ticket data is a goldmine of information in your customers’ behavior and 
preferences. You need a tool that can mine the large volumes of ticket data for 
meaningful insights for your service head or management. These could include 
ideas on product enhancements or highlight repeat issues that might need a long-
term solution. Freshdesk allows you to pick the metrics you want to study and build 
customized reports for a valuable and instant overview of trends.

6ArchITects of customer delight



Empower your organization to deliver 
speedy customer service with Freshdesk
Your search for powerful yet simple software ends here. 

Freshdesk is a secure, cloud-hosted customer service platform with unrivaled time to 
value. With Freshdesk, you can unify your customer service on a single platform, deploy 
modern service channels in a few clicks, and rely on our AI smarts to build chatbots and 
automate internal workflows. 

We’re a part of Freshworks, a customer engagement platform leader. We have been 
recognized as Gartner’s only Visionary in the 2020 Magic Quadrant for the CRM 
Customer Engagement Center (CEC) report.  Our platform is ready to go, easy to use, 
and scales to businesses of all sizes. 

Over 40,000 companies work with us to improve their customer service. Here’s what 
some of them have said about us…

Want to know more? Click here to book a personalized demo.
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